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ABSTRAK 
 
Industri ritel saat ini telah berkembang pesat, seperti yang kita 
ketahui saat ini bisnis ritel telah menjamur sehingga membuat persaingan 
bisnis semakin ketat. Melihat keadaan ini, peritel berlomba-lomba untuk 
menciptakan keunggulan bersaing (competitive advantage) untuk dapat 
bertahan dalam persaingan bisnis. Salah satu strategi yang dapat digunakan 
perusahaan ritel untuk dapat menciptakan keunggulan bersaing 
berkelanjutan adalah dengan menerapkan Customer Relationship 
Management (CRM) melalui program member card.  
CRM ditekankan pada pengembangan jangka panjang dengan 
pelanggan, yaitu membuat pelanggan merasa nyaman dengan pelayanan dan 
perhatian-perhatian secara individual yang diberikan oleh badan usaha. 
Dengan memanfaatkan CRM, perusahaan akan mengetahui apa yang 
diharapkan dan diperlukan pelanggannya sehingga akan tercipta ikatan 
emosional yang mampu menciptakan hubungan bisnis yang erat dan terbuka 
serta komunikasi dua arah diantara mereka. Dengan demikian, penerapan 
CRM melalui member card diharapkan menjadi strategi menciptakan 
keunggulan bersaing dalam perusahaan ritel.  
 
Kata kunci: Customer Relationship Management, Member Card, 
Keunggulan Bersaing. 
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ABSTRACT 
 
Retail industry had been growing rapidly, as we now know the retail 
business has too many so that the competition getting tighter. Seeing this 
situation, retailers are competing to develop competitive advantage in order 
to survive in business competition. One strategy that can be used for a retail 
company can create sustainable competitive advantage is to adopt a 
Customer Relationship Management (CRM) through a program 
membership card. 
CRM focused on longer-term development with customers, is to 
make customers feel comfortable with the service and individual attention-
the attention given by business entities. By using CRM, the company will 
know what is expected and required its customers and create an emotional 
bond that is able to create business relationships and open and close two-
way communication between them. Thus, the implementation of CRM 
through a membership card is expected to be a strategy to create a 
competitive advantage in retail companies. 
 
Password: Customer Relationship Management, Member Card, 
Competitive Advantage. 
 
